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Significance of the Study
This thesis is concerned with cases that did not develop beyond
intake although it was the agency* s Inqsression that the client wanted and
could use continued casework service* The problem of why clients break
off contact with a social agency before treatment is begun has been given
careful consideration in the field of social work. It is a problem
because clients who fail to continue in treatment after it has been es¬
tablished that they will do so are a source of erqpense to the agency.
They also take time away from other clients who could mdce better use of
the agency's services. This is true even if there has been only one
interview. It is even more true if the client abruptly terminates after
several interviews. Beyond this concern with misused effort, of course,
is the fact that a person in need is not well served. To have an \mder-
standing of these factors involved would enable agencies to operate more
efficiently. They would be able to consider such modifications of
approach as would make it possible to help those ^idio currently cannot
accept and use their services,
Scrnie of the cases may not be 'lost,' Some people need
to shop around, to test themselves and the agency, or to
return a number of times at various intervals before they
can accept help. Others need Immediate relief from tension,
catharsis perhaps, and may be enabled to continue on their
own* Scans may mobilize themselves independently as the result
of a sin^e interview. There are many other possibilities
that require casework scrutiny concerned about 'lost' cases
if we continue to examine the content of these interviews in
the li0it of the skill of the caseworker and increased under¬
standing of the client. Such study may help us to see more
1
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clearly the validity of casework.
This study of factors involved in the failure of cases to continue
in treatment beyond intake idien it had appeared at intake that the client
was well-motivated^ for service and intended to continue, took place at
the Family Service of Cincinnati and Hamilton County, Ohio during the
time In which the researcher was receiving field work training at that
agency.
The factors studied were based upon infomation usually secured
dinrlng the intake process, and information believed to be of significance
in a total understanding of the clloit, derived from accumulated ex¬
perience of the field of social work, as reported in professional litera¬
ture and past studies.
In order that its particular kind of help be given relevently and
efficiently, an agency through its px*ofessional caseworker must gauge as
early as possible whether the particular person applying for help is
eligible for its services and can use them. It is decided during the
intake process if a person has the ability and willingness to undertake
work with the agency. The goal of the intake worker is to achieve an
understanding between client and caseworker vhich brings about a decision
as to whether he will continue in casework treatment, Throu^ the mutual
1 ^ —
Dorothy V, Thomas, "Relationship Between Diagnostic Service and
Short Contact Cases,” Social Casework, Vol, XXXH, No, 2 (1951), p, 76,
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A well-motivated client is one who makes a vezbal request for a
service and wants and is willing to work with the agaicy. He sees
himself as an actor with some part in the situation in recognition that
his behavior is an actual or potential dynamic in his problem situation
or in its solution. There must be a capacity for working with, rather
than working for, Helen H. Perlman, "The Client‘s Treatability," Social
Work. Vol, I, No, U (1956),
3
sharing of factual knowledge the client is able to choose vrtiat is best
for hiin* This kind of exploration indicates respect for the client's
ability to participate and his right to self-determination*
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The problem of "drop-outs" was considered in a paper by Perlman* She
feels that the focus implied for intake is to ",,* engage the applicant
in wanting to use the help the agency can offer him*" Many applicants
who come to the doors of the social agency only know about the agency what
its title implies* They do not understand the fvmction and role of either
the agency or the social warker* They are usually under great stress,
feel they offer only "troxible" and are asking for "something for nothing,"
and are not free to ask questions which would clear tip their vague
unknowns*
In considering "drop-outs" there are role considerations that need
to be dealt with in that it is required of an applicant to an agency to
alter his role in order to play the part of a client if it is planned
that he continue in treatment* Added to this, the client does not choose
his helper, the person he meets in the agency. Perlman believes that
to help a person consciously undertake to become a client is to bring
him to the point.
*.*where he perceives what help is available for his
problem, •vdiat possibilities, limits, and conditions are
involved, idiat he may expect and what may be expected of
him as a participant, and then to come to mutual agree¬
ment as to idiere and how he and the caseworker can move
ahead*3
1 ~
Minutes of Casework Seminar, Family Service of Cincinnati and
Hamilton Coxinty, Ohio (June 12, 1953)*
2
Helen H, Perlman, "Intake and Some Role Consideration," Social
Casework, Vol* XLI, No. U (April, I960),
^Ibid.
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These considerations by Perlman are not Included in this study
because the paper was published after the research had been con^leted*
This study was undertaken because of the writer's interest in the
subject, and the hope that the findings will lead to knowledge which will
be found helpful to agencies in working with this ever-present problem.
Purpose of the Study
The purpose of this study was to determine \«hat factors are involved
when an apparently well-motivated client discontinues in treatment after
the intake process is conpleted. Perhaps certain factors in combination,
though apparently unrelated, produce a constellation whdch a majority of
clients who discontinue have in common. If these significant factors
could be isolated and analyzed they may be developed into a tool of
prediction designed to enable agencies to operate more efficiently by
knowing, after the Initial contact, in specific cases that there is a
high probability that treatment success will be limited because of pre¬
mature breaking of contact by the client.
Method of Procedure
The first problem of this study was to locate all cases in which
there were one or more in-person Interviews dtiring the intake process and
failtire of the client to participate in continued treatment after the
case had been assigned to a continued service worker during the year
of 1958, There was some difficulty in this phase because the listings on
the Closing List of Family Service of Cincinnati and Hamilton CoTinty, Ohio
for 1958 showed there to be fifty-three such cases in 1958, It was the
original plan to use half, or twenty-seven, of the entire universe for 1958,
5
As research was begim it became apparent that in the listing of cases
in which treatment was planned and the client failed to participate beyond
Intake, there were homemaker cases in which seirvi.ce was rendered. These
cases were so listed because the caseworker had no further in-person
contact with the family following the intake process and placement of the
homemaker. Coming in contact with this new element made is necessary for
the researcher to review the entire universe of fifty-three cases listed
for 1958, Of the fifty-three cases on the Closing List there were a
total of thirty-one cases in liiich treatment was planned when the client
failed to participate beyond the intake process. For this study the
entire universe of thirty-one cases were used.
The next step was to determine a method by -vdiich to study the factors
involved. In doing this a collection of a preliminary series of factors
comprising a schedule was drawn. The preliminary factors were chosen by
consultations with the Casework Director of the agency, the Research
Director from Atlanta University, and by eirolorlng casework literature.
These sources indicated what types of information and what personal elements
are considered important in working with casework agencies.
This study was concerned with only those cases in >riiich there was at
least one in-person interview during intake and no in-person interviews
following coi)5)letion of the Intake process. The study was not concerned
with those cases accepted through telephone intake as there was a study
of those factors underway at this same agency. Also, there may have been
different factors involved in those cases in that the client was not seen
by the Intake worker. Through use of the telephone, communication is at
one level. Gestures, bodily attitudes, and facial expressions \diich often
6
tell the extent of a problem for a person are not observed by the case¬
worker.
The method of intensive study in case analysis was applied with use
of the questions on the schedule to bring out those factors involved in
each case. The data collected were interpreted in such a way as to prove
or disaorove that cases which do not go beyond intake when it was the
plan to do so have factors in common which were isolated for further study.
Some of the collected data were set up on dummy tables so that the findings
could be easily read and understood.
The cases in 19^8 were used because the information was readily
available.
Scope and Limitations
This study was limited because of the use of cases from only one
agency, the small sample of cases studied, and the use of such cases from
only one specific year. This study was further limited by the amount of
time the researcher had to work on the collection of data (one-half day
per week for six months), and the researcher's experience. Lack of a
control group further limited the st\idy.
The greatest limitation was in use of case record data in that the
recording was not done with the plan for research in mind. Also, in the
use of recorded material, one is not aware of possible prejudices and
biases of the recorder, especially so if the recorder is not recording for
the use of the record for research.
It is possible that of the factors stiidied there are those that may
be closely related to other variables which this study does not consider.
CHAPTER n
AGENCY SETTING
Family Service of Cincinnati and Hamilton County, Ohio is a volun¬
tary, non-sectarian family caseworic agency serving the five county area
served by the United Appeal, an area of more than a million individuals*
Services are available to any family or individual desiring help with
their problems in their personal or family relationships. The agency
receives most of its financial support from, and is a member of, the
United Appeal, Other sources of funds come from endowments and fees.
Fees are charged for service Tdienever people can pay, A person is not
denied service because of an inability to pay.
The function of this agency is to provide caseirork services to
families and individuala who have problems idiich interfere with personal
relationships and satisfactory social adjustments. Casework service is
offered to persons with marriage problems, parent-child relationship
problems, behavior problems in children and adolescents, problems asso¬
ciated with iinraarried motherhood, problems associated with illness and
aging, budgeting and financial management problems. Part-time or fvill-time
homemaker service is provided where medically indicated to care for
children during the illness or incapacitation of the mother, or to enable
an older person to remain in his own home as long as possible. The
agency conducts discussion groups with parents which are focused on the
normal emotional development of children.
There were thirty-three full-time professional positions. Twenty-
three of these were filled by caseworkers with full professional training
who gave their time almost exclusively to carrying out casework responsibi¬
lities; five supervisors, four department heads (Director of Homemakers,
7
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Supervisor of Aged and Chronically HI, Community Relations Director, Home
Economist), and an Executive Director, all of whom have full professional
training in social work with the exclusion of the Home Economist who is
trained in her field. There is also an agency research program under the
direction of a part-time Research Director,
The agency serves as a training center for students from the Atlanta,
Smith, Ohio State, and the Cincinnati Center Schools of Social Work, The
agency is governed by a lay board of eighteen, and is a member of the
Family Service Association of America,
CHAPTER ni
THE CLIENTS AND THE PRESENTING PROBLEMS
Characteristics of the Study Sample
Age and sex of clients,— A distribution of age and sex of the clients
is shown in Table 1, Of the thirty-one cases there were thirty females
and only seventeen males. The reason for the differences in the number of
individual clients and the number of cases is because there were sixteen
cases in which the two partners of a marital situation were seen in intake,
TABLE 1




Under 19 2 2
20 - 29 u 11
30 - 39 11 8 19
UO - U9 6 6
Over 50 1 1 2
Unknown 1 2 3
Total 17 30 kl
As is seen in Table 1 the greatest number of ttie women fell into the
age range of twenty to twenty-nine years. The majority of males fall
into the age range of thirty to thirty-nine years. The greatest number of
clients, male and female, were in the age range of thirty to thirty-nine
9
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years, closely followed in nurtiber by the twenty to twenty-nine years age
range*
status and persons seen*— The distribution of marital status
can be seen in Table 2* Almost two-thirds of the cases were classified
as married couples, and as can be seen, only two of the clients were single*
Nine clients had been married, six of idiom were separated, one divorced,
and two widowed*
TABLE 2








In considering idio was seen in marital situations the questions were:
Were both partners seen, and if not, the reason? j Was the applicant or
partner seen first?; Was the focus the same for both persons involved, and
if not, what was the difference?
There were a total of twenty-nine cases involving people who were,
or had been, married; twenty of these were married, six separated, two
widowed, and one divorced. Of those persons who had spouses (twenty-six
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cases in number), the spouse was not seen in nine cases. In four of these
cases the partner was resistant; in one, the client felt her spouse would
not be interested and discouraged the caseworker's contacting him. In
another case the client did not want her spouse to know of her contact at
Family Service until later, when she was ready. In the remaining three
cases the caseworker, as indicated in the record, did not attempt to
contact the spouse, nor was there discxission concerning this with the
client seen.
In those cases in which only one client was seen, there were fourteen
females, and only one male. Six of these females, and the one male were
married and with their spouses. There were three females separated from
their husbands, two widowed, and one divorced. The remaining two cases
were single females.
In only four of the sixteen cases in which both partners of a
marriage were seen was the partner, instead of the applicant, seen first*
In three of these cases it was the husband who was seen first, and in one
case it was the wife. There was one case in which the first interview
was a Joint interview. Looking at the above figures shows that of these
sixteen cases, the wife in the marriage cases was the applicant in four¬
teen, Only one husband was an applicant, and in one case the partners
applied together.
In most of the above-mentioned cases the recording hinted to some
ambivalent reactions in the clients.
For the client with ambivalent reactions there must be
,.,consideration on the caseworker's part: the recognition
of and assistance to the client to face up to his ambivalent
feelings about engaging himself in this venture so that he can
12
freely 'make up his mind' to use the caseworker's help, A
failure to bring out and work over the client's under the
surface indecision may explain the loss of many cases by
agencies after the application interview.
An eaqploration of the client's awareness of his own role in marital
situations is essential to the development of a case. In situations in
which the client is interested only in cortplaining about the partner, the
caseworker must question the client's motivation for help for himself.
Clients with a neurotic need to cling to a poor marriage will resist con¬
tinuing treatment if reassured immediately that things will be better
and they will feel differently. Also, failure to encourage the other
marital partner or parent to come in for an interview can play into the
need of one partner or parent to assume f\ill responsibility for the
2
problem. Such cases frequently do not develop.
In thiid>een out of sixteen marital cases as brou^t by the client,
each partner had a major complaint about the other. Other than these
types of situations, there was only one incidence of a difference in focus.
This was a parent-child relationship problem in -vdiich the father felt the
problem to be the child's, whereas the mother felt the problem to be a
family one.
Source of application and first agency contact,— Table 3 illustrates
that in twenty-one out of thirty-one oases the client himself made first
contact with the agency. Eighteen of these were tel^hone contacts and
three were in-person contacts, the client coming to the agency with no
1
Helen H, Perlman, Social Casework (Chicago, 19^7),
2
Findings - "Study of Cases Which were Terminated with Five or Less
Interviews after Assignment," Family Service of Cincinnati and Hamilton
County, Ohio (Revised 6-12-57),
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appointment. It is interesting to note that no clients or referral
sources used the means of a letter in their first contact with the agency*
TABLE 3
SOURCE OF APPLICATION AND FIRST AGENCY CONTACT









Self 18 3 21
Relative 1 2 3
Professional
Person h 1 1 6
Social Agency 1 1
Total 6 18 3 u 31
a
Telephone referral means that the agency's first awareness of a
particular person's having a problem with >diich he wanted help was through
another Individual's calling the agency to refer said person,
b
Appointment means that an individual other than the prospective
client arranged an appointment with the agency, so that when the client
made his first contact with the agency, it was at the designated ap¬
pointment time.
The source of application was divided into: Self, Relative, Pro¬
fessional Person, and Social Agency, Other than the clients in the twenty-
one cases who aoplied to the agency themselves, a relative applied in
three cases, a professional person in six cases, and a social agency in
one case. In explanation of Table 3, the relatives were in one case, a
mother, and a sister of the client's in two cases. The professional
persons were two enqployers, two school officials, one minister, and one
caseworker from Family Service who was ti^ating the client’s mother. In
this case the mother referred her son and his wife concerning marital
problems. This same caseworker saw the referred couple on an intake basis
on the same day she was told of the difficulty when she paid a home visit
to the mother. The referral, from a social agency came from a caseworker
in the Social Service Department of a medical hospital.
An exploration of the motivation of the client -who conws out of a
need to please friends, relatives, et cetera, is essential to the develop¬
ment of the case. Special effort is necessary on the part of caseworkers
to transmit to the client >dio is pressiired into coming in to the agency
a desii^ and interest in understanding the situation as he sees it. This
is an ln?)ortant move for the continuance of treatment as was found in an
agency study,^
The clients in sixteen of the thirty-one cases came to the agency
upon the suggestion of someone else or as the result of a direct referral.
Of the sixteen cases, there were nine cases which were direct referrals.
The clients In the remaining seven cases came upon the suggestion of a
friend, relative, or professional person. In these cases in which the
client came to the agency because of a suggestion, there was no contact
in any of the oases, on the agency* s part, with the person who had made
the suggestion.
Fifteen oases were registered with the Social Service Exchange, some
having been registered at more than one place, giving a total of
I —
Findings, Family Service of Cincinnati, op, cit.
twenty-six registrations. There were eleven court, ten social agency,
two hospital, and three school registrations. The other sixteen cases
had no social service registration.
Client’s attitude and manner of relating,— It was felt that the
client’s attitude toward his problem and his manner of relating in intake
would reveal themselves in categories common to the clients tised in this
study.
In understanding a person’s reactions it is important to be aware
that the person who comes as a client to a social agency is always under
stress. His stress is twofold: he feels the problem as a threat or an
actiial attack, and his inability to cope with it increases his tension.
The greater his sense of duress and tension, the more overwhelmed and
helpless he may feel. The problem-solving functions of his ego are likely
1
to be at least tenqwrarlly disabled or constricted.
The helping person, by virtue of his ability to be of
assistance, is seen by the client as possessed of more power
than he. This is as he wants it. Yet to feel subject to
the powers of another person is disquieting to adults, and
In some it aj^ouses periodic struggles of opposition, while
in others it arouses yearnings to relinquish responsibility.
All such feelings about taking help may create a nunber of
problems in the on-going work between client and caseworker.
These feelings will be seen in resistance, covert or open,
in expressions of hostility, in self-abnegation, or in un¬
realistic helplessness,^
Reactions to asking for personal help are varied, and they are
heavily affected by the attitude in their social group as to the rightness






because of the stigma on the kind of need in our ctilture, the applicant
may feel shame and humiliation. Not only at application but in all study
and treatment ensuing, the client's own feeling about his situation and
his version of it, his readiness or unreadiness, or degree of ability to
deal with it, retain the central emphasis.^
In relation to the client's attitude toward his problem as indicated
by the worker, there were eleven clients who were hopeful about finding a
solution, five each were ambivalent, and resistant, four each were over¬
whelmed, and hopeless, three were ashamed or humiliated, two were hostile,
one felt deprived, and the attitude was not indicated for twelve clients.
Over half (twenty-five of forty-seven) of the clients revealed, as the
theoretical knowledge suggests, attltxides of feeling overwhelmed, hopeless,
resistant, ambivalent, hostile, and ashamed or humiliated.
The worker's lnqsressions of the client's manner of relating were:
six clients related intelligently; four each related In a belligerent
manner, and withdrawn; three each were ambivalent, nervous and emotional,
aggressive, and provocative; two each were distraught, conforming, and
related dependently. There was one nineteen-year-old client ■vdio Im¬
pressed the worker as relating in an adolescent fashion, for a total of
thirty-three clients. The worker did not include in the recording his
impression of the manner of relating of fourteen clients.
Worker's diagnostic impression,— A total of eighteen diagnostic
categories were employed by workers to describe forty-one of the forty-
seven persons conprising the study san^le. There was no diagnostic
I —
Gordon Hamilton, Theory and Practice of Social Case Work (New
York, 19?1).
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in^jression recorded for the remaining six clients. The categories were
applied singly and ift varying combinations, so that they totalled seventy-
seven when listed according to frequency of usage. There were fifteen
instances in which clients were described as dependent, and ten instances
in which clients were described as having problems around sexual identifi¬
cation, Masochism was used for description in six Instances, and there
were five instances each of descriptions of clients being anxious,
adequate, passive, or having hysterical trends. Clients were described,
also, by such terms as aggressive, stable with good ego strength, in¬
secure, suffering from repression, and/or e:diibiting a neurotic reaction
or having a neurotic disorder. The diagnostic categories and freqTiency











Neurotic Character Disorder .,,, 3
Aggressive 3
Gtood Ego Strength 3
Insecure ............ 3
Suffering from Repression 3








Status of case,— Knowing the status of a case aids in getting back-
groxind history. More inportant for this study, it was felt, was that a
person who had had previous contact with the agency had some idea of its
policies and procedures,what he could expect, and ii^at was expected of
him.
Of the thirty-one cases in this study only six were reopened. Of
the six reopened cases there was only one case that had had continued
treatment at previous application. In five of the six cases that were
reopened the problem at last application was the same as the problem
brought to the agency at previous application. The remaining twenty-five
cases were new to the agency.
Steps toward solution,— This study concerned itself with ^at the
case record included as to what steps were taken by the client to relieve
his problem before applying to Family Service, In eleven of the cases,
it was not indicated what were the steps taken by the clients. In five of
the oases the clients had confided in professional persons such as
lawyers, doctors, or ministers. There were four cases each of marital
separations, and physical punishment of children in parent-child relation¬
ship problems. In three cases the clients went to persons or agencies
who could help them in the solving of their problems, and in the two
remaining cases the clients made use of the police and courts.
Summary,— This part of the chapter has discussed the type client
who brought his problem to the agency, completed the intake process, and
broke off contact, or discontinued in treatment, with the agency. It was
found that there were forty-sevwi clients in the thirty-one cases for 19^8,
There were more female clients than male, and the age range of the greatest
19
nuniber of clients was twenty to thirty-nine years. Almost two-thirds of
the clients were classified as married couples. In most instances, seven¬
teen of the twenty-six marital cases, both partners were seen in intake.
The majority of clients were self-referred, eleven of whom felt hopeful
about finding a solution to their problems. The other clients, for \rtiom
an attitude was indicated in the record, had negativistic attitudes from
ambivalence to resistance. The worker's irrpression as to the client's
manner of relating were found to be classfied in twelve categories, the
greatest number of #iich was in the 'unknown' category. The greatest
number of clients related according to the following categories: they were
intelligent, belligerent, provocative, ambivalent, or nervous and emotional*
Only six of the thirty-one cases were reopened, the others were new to the
agency. Of the reopened cases in only one was there continTied treatment
at time of previous application* In eleven of the thirty-one cases the
worker did not indicate in the recording that the clients took any steps
toward solution of their problems prior to application. The second part
of this chapter deals with the client’s problems.
Presenting Problems
Blerikner^ found that continued service depended upon four factors:
problem with >diich the client sought help; the client's response to the
worker's proposals or suggestions for solutions of the core or basic
problem; the client's conception of the worker's role at the beginning of
the interview; and the client's acceptance of the worker in a counseling
Margaret Blenkner, "Predictive Factors in the Initial Interview
in Family Casework," Social Service Review. Vol, XXVIII, 1 (19^),
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role by the end of the interview. The first two factors were considered
in this chapter. The other two factors are given consideration in the
next chapter.
In a study by Ripple,^ it was found that the natxire of the problem
divided the total group of cases into (l) those in which the "question for
solution" involves external, that is environmental, maladjustments or
deficiencies and the problem-solving process contains at least some elements
of acting upon that environment, and (2) those in which environmental cir¬
cumstances have little, if any, place in defining the "question for
solution," Sli^tly over half the clients with external problems, but
only one-third of those with psychological problems were continuers. The
patterns were not markedly different for the two groi^is with differing
problems; the ratio of continuers in the favorable categories is approxi¬
mately eight in ten among clients with external problems, and seven in
ten among clients with psychological problems, while only one in ten for
both groups continued in the unfavorable categories. The overall dif¬
ference between the two problem groups is that the unfavorable categories
include two-fifths of the clients with external problems, and two-thirds
of those with psychological problems.
This study of factors invol-ved in the failure of clients to continue
in treatment beyond intake despite plan differs from the study by Ripple
because of lack of a control group. Furthermore, the presenting problems
as related by client and caseworker were not categorized into "question for
solution” as mentioned above. If Ripple’s method were employed it would
1 ^——
Lillian Ripple, "Factors Associated with Continuance in Casework
Service,” Social Work, Vol, II, No, 1 (1957),
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have necessitated the cooperation of the intake workers in their dictation
so that the factors to be studied would have been included in each case»
Problem as related by client^-— Most people find it easier to
ask for help with concrete things - for advice about definite steps*
Thus, out of all the complex factors, they tend to focus the problem for
the agency*^ Caseworkers are aware of the fact that clients frequently
apply for help around children's problems, but use the interview to dis¬
cuss intra-personal or marital problems. To commmicate interest and
understanding of the client, it is important to communicate interest and
vinderstanding of the worker by picking up on these concerns* When this
2
is not done, such clients fail to continue*
It is Interesting to note that in five of the eight parent-child
relationship problems id^ich were brought to the agency by the client in
the initial interview, the focus was later changed, during the intake
process, to marital problems*
There were only two other instances of change in the focus during the
intake process. They were both cases of marital problems with changes to
economic, family relationship, and individual personality problems*
The duration of the problems, as related by the clients,varied from
nine days to thirteen years. In distribution, there were two cases in
idiich the problems existed for less than a month, seven cases between one
month and one year, five cases between one and three years, and six over
three years* The length of the existence of the problems was not indicated
-
^
Gordon Hamilton, op* cit.
2
Findings, Family Service of Cincinnati, op* cit*
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in eleven cases.
For the thirty-one cases used in this study there were eight differ**
ent types of presenting problems as related by the clients* These eight
which include such problems as marital difficulties, parent-child re¬
lationships, individual personality, family relationships, and economic
are presented in Table
TABLE 5
TYPES OF PROBLEMS AS RELATED BY CLIENT
Types of Problems Frequency







Many persons listed more than one area of difficulty giving a total
of fifty-four presenting problems In all. One-half of the clients
indicated that they were Involved in marital difficulties of some sort*
Many marital cases presented an acconqpanying difficuliy. Included among
these were family relationships, individTial personality, and economic
problems* It is not always possible to state from the Intake process
idiether the presenting problem is causing the accon^aiying problem or
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>)hether it is caused by the accoii?)anyliig problem. Was the marital problem
causing the individual personality problem, such as drinking, or do the
marital difficulties arise out of the drinking sympton. Or is there no
connection? Quite often the worker finds an inter-relationship of the
multiple causes of the problems presented. The client might readily
present the drinking pattern of the marital partner as the cause of the
help-seeking in the family agency idiile in reality the drinking is caused
by an intolerable marital situation.
Table ^ shows, also, that one-third of the clients in the thirty-
one cases were seeking help with individual personality problems. Again,
it can be seen how this problem can arise out of or be the cause of other
problems listed. The individuals with a personality problem might bo
creating marital problems or they mi^t throu^ maladjusted behavior be
Inflicting neurotic patterns on their children. On the other hand, it
can readily be seen how an unhappy marriage or any family relationship
could tend to disturb the emotional alignment of the individtial.
Problems as seen by the caseworker,— Table 6 shows more of this
Interrelatedness in those problems considered by the caseworker. For
instance, out of the twenty marital cases considered, one-half were seen
as having other inter or intra-personal relationship problems involved.
Only five of the cases were considered pxirely marital problems by the
caseworker.
In con5)arlng the problems as related by the client and those con¬
sidered by the caseworker there were thirteen cases in which the caseworker
considered problems In addition to those related by the client. However,
there was no disagreement between client and caseworker as to the problems.
TABLE 6











Marital 2 10 3 20
Pai^nt-Chlld





Total 5 U 111 3 1 h 31
■»
A combination of the three major problem areas considered in each of the three cases indicated:
Marital, Parent-Child Relationships, and Inter and Intra-Personal Relationships.
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It might be said that the caseworker was aware of more problems than the
client presented, or that the client broiight out more problems by the end
of the intake process. For the thirteen cases \inder discussion, there
were fifteen problems considered by the caseworker idiich were not related
by the client. Nine of these problems were inter or intra-personal
relationship problems, four were parent-child relationship problems, and
two were marital problems.
Participating factor leading to application,— Table 7 illustrates
that the factors that precipitated application in six cases were behavioral
problems of children, and in five cases there was abuse by spouses,
TABLE 7
PRECIPITATING FACTOR LEADING TO APPLICATION
ACCORDING TO CLIENT
Precipitating Factor Frequency
Behavioral Problans of Children 6
Abuse by Spouses 5
Health Concerns 3
Marital Separations 2




The four cases in the "Other” category include factors such as:
death of spouse, fear of pregnancy, husband's |11,500 debt, and a son's
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recoOToendation for group therapy, or the like, because of the parent’s
inability to get along with others,
Suimnary,~- The second part of this chapter has dealt with the client’s
pi*esenting problems. It was found that the focus of the probl@ns remained
the same throughout intake except in only seven of the thirty-one cases.
The type of problems as presented by the client were classified into eight
different categories, the greatest number being marital problems. The
clients presented a total of fifty-four different problems, the greatest
number, also, being marital. The reason for a frequency of fifty-four
problems was that many persons listed more than one area of difficulty.
An Interrelatedness of problems was seen again in problems considered by
the caseworker, as can be seen on pages twenty-two and twenty-three. In
the nine referred cases the problem as related by the client was the same
as revealed by the referral source except in only two Instances in >diich
the referral source made note of a personality problem not mentioned by
the client.
Having considered the client and his presenting problems, Ch^ter
IV deals with the planning, and efforts made, toward continuation of
service. Included is the planning by the client and the caseworker, and
the continued service worker’s efforts toward getting the client to
continue as was planned in intake, and the client's responses.
CHAPTER IV
PLANS AND EFFORTS TO CONTINUE SERVICE
Plan for Continued Service and Responses
By whom proposed and i*esponses«~»- This chapter is concerned with the
actual planning and lorking towards rendering of service to the client on
a continued treatment basis. The first question considered is by whom
(client or caseworker) the plan for continued service was pix>posed, and
in the instances of a propossd by the caseworker, what was the client's
response. As in most of the factors considered in this s tudy there were
very few instances in which the recording pointed out clearly that the
caseworker or the client brought up the question of treatment on a con¬
tinued basis. The topic was usually written in a summarized form such as,
"I discussed the meaning of servj.ce on a continued service basis with Mrs.
X." Therefore, only when it was clearly stated that the client brought up
the subject of continued service did the writer record in the findings that
the client proposed the question of continued service. In this connection,
in only six cases did the client bring up the subject. In the other
twenty-five cases (those in -vAiich it was unknown by whom the question was
initiated) the responses from the clients were mostly positive. There
were two cases in which the response was unknown. In six cases one
partner was willing while the other stated that he was willing if his
spouse were also, thereby attaching a condition to his willingness to
continue. Perlman^ states that a client's motivation to continue working
I —
Helen H, Perlman, op. cit.
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with the a gency can be expected to increase or diminish in relation to
whether he thinks he can gain what he is after. His idea of what is ex¬
pected of him, what he is to do, and ^at he can expect from the agency will
strongly influence his cooperation.
In connection with conditions of treatment, it was found in reading
and analyzing the records that in only two cases did the client attempt to
outline the conditions of treatment, such as telling the caseworker what
it is that he wanted as a result of continuing in treatment.
Time lapse between application and first interview,— It has been
found that clients react negatively when caseworiceis delay offering appoint¬
ments, picking up assignments, or when they fail to contact them more than
once,^ On the whole, there was a very short lapse in time between the
client's application and his first intake interview. Of the thirty-one
cases, fifteen were seen in less than a week, nine in one to two weeks,
four in two to three weeks, and three in three weeks to a month.
Number of contacts during intake,— In the number of contacts during
intake, there were, as is noted in Chapter I, in-person intejrviews in
each of the thirty-one cases with the clients. For clarification purposesf
the ntonber of contacts during intake are divided into those cases in which
one person was seen and those cases in which both partners of a marriage
were seen. For those fifteen cases in which only one person was seen there
were ten cases having only one interview, and five cases having two.
Of those oases in ^ich both marriage partners were seen there were
eight cases Thieh bad one interview each, Fo\3r cases involved clients who
1
Findings, Family Service of Cincinnati, op, cit.
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had two interviews each. There was one case in which the recording was
summarized and stated having four Interviews, The distribution of the
number of interviews per marital partner, in this case, was unknown. In
the remaining three cases the male had one interview and the female, two
interviews.
Workers activity in intake,-*- The information around the worker's
activity in relation to e:^loratton of the client's wishes, motivation,
and awareness of own role in the problem, consideration of the client's
ambivalence, right to self-determination, and involvement in the client's
feelings was not felt to be of sufficient reliability to be considered in
analyzing the data. The writer's feeling is based on his having to rely
on what he thought the worker had done according to the recording of the
cases. Very few records stated exactly what a worker did in a particular
case. The material gathered in the interviews might lead one to believe
that the worker's activity was the reasoning behind what was learned.
However, unless clearly indicated, one can only assume that it was the
worker's doings, for the client may have released information freely, or
any number of other reasons. At the same time, one cannot assume that
exploration was done, or consideration given. Only in explanation of the
agency's role could the writer be certain because it was included in the
recording of all thirty-one cases.
Agency fee,— In connection with the establishment of an agency fee,
,,,the payment of a fee has casewoik value in that the
client participates more actively in the decision to seek
and use casework help. His resistance to a fee, when he is
able to pay, may be indicative of problems which are inter¬
fering with his personal adjustment. The discussion of the
fee, therefore, has diagnostic and treatment value. The
caseworker's decision to offer continued seinrice is based
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on his evaluation of the client *s ability to Tise this
kind of help. In some instances the client’s attitude toward
the fee may be a factor of importance in this assessment.^
One of the policies of Family Service of Cincinnati and Hamilton
p
County, Ohio is the charge of fees for servicej however, an agency study^
found that fees do not seem to be a factor in resistance, except when the
client is poorly motivated for service, or is so immature that he cannot
bear being asked to share. In the findings of this study a fee was
established in eighteen of the thirty-one cases, ranging in price
from $ .25 per week to $15.00 per interview. The greatest number, eight,
had a weekly fee of $5.00, The distribution of fee for the other cases
with weekly charges was two cases at $ ,25> three cases at $1.00, one case
at $2.00, two cases at $3.00, one case at $15.00, There was only one case
in which the clients were charged a $15,00 fee for each interview, rather
than a weekly charge, because of Income, In the remaining thirteen cases
there was no fee. In eight of the thirteen cases, the reason for no fee
was a matter of budget, in four cases the reasons were unknown, and in one
case it was decided that there would be no fee since the problem lay with
someone other than the client seen. Only in one case was it indicated
that a client was resistant about the fee. The fee in this particular
case was $1.00,
Summary.— This part of the chapter was concerned with the planning
involved for continued treatment of the clients who sought service from
Family Service and discontinued after the intake process. It was found,
according to what the writer was able to determine from the case records,
1
Manual of Practices and Procedures of Family Service of Cincinnati
and Hamilton County, Ohio (n.d.).
2
Findings, Family Service of Cincinnati, op, cit.
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that in most of the thirty-one cases, the clients felt positively about
treatment on a continued basis. In only eight cases were the clients
somewhat ambivalent. Of the thirty-one cases, the clients in fifteen were
seen in less than a week. There were in-person interviews in aU of the
cases, and over half of the cases had only one interview during the
intake process. There were sixteen telephone interviews, occuring in only
seven cases, A fee was charged in ei^teen cases. Of the ranaining
thirteen cases, there were eight in -vdiich the reason for no fee was
financial. In only one case was it indicated that a client was resistant
to the fee.
The second part of this chapter has to do with the efforts by the
continued service worker to stimulate a client to continue in treatment,
and the client's response(s) to these efforts.
Efforts to Continue Seirvice and Responses
Time lapse between the last intake intei^iew to the first contact
efforts.— The intake process is con^jleted by an assignment of the case
to a continued service worker if continued treatment is agreed upon. The
continued service worker, following assignment of a case, contacts the
client for appointment by telephone or by letter, VJhen the worker is
unable to help the client to accept continued treatment, in spite of his
earlier intention to do so, or if there is no response to the worker's
efforts, the case is closed. The amount of time a case is left open after
all efforts have failed to get a client in is an individ\ial matter, de¬
pending upon the worker. Generally, pursuit is advanced according to an
understanding of the client's personality as learned through the recording
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of the intake interview(s).
Almost everyone piles up a certain amount of tension
about going to an agency for help, and once there expects
the worker to do something about it at once, being
greatly frustrated by a waiting period,^
The time lapse between the last intake interview and the assigned
worker’s first efforts of contact is as shown in Table 8« The time lapse
in -vdiich the worker tried contacting the client ranged between less than
one week up to three weeks after the last inteirview in nineteen cases.
Six cases ranged from three weeks to four weeks and over. The time lapse
in the remaining six cases was unknown,
TABLE 8
TIME LAPSE: UST INTAKE INTERVIEW TO FIRST CONTACT EFFORTS
Time Lapse Total Number of Cases
Under one week 6
One week, less than two weeks , . 7
Two weeks, less than three weeks . 6
Three weeks, less than four weeks, 1
Four weeks and over 5
Unknown .,,,,, 6
Total 31
Time lapse:scheduling of appointments after contact,— The reasoning
behind the caseworker’s efforts to contact the client after treatment is
planned is to set up, if the client is willing, an appointment for the
~ “
1
Gordon Hamilton, op, cit.
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procsss of continued treatment. In nine cases no appointment was scheduled.
In two of these cases the client was supposed to call the agency and did
not. In one of these cases the clients waived future contacts with the
agency by telephone. In twelve other cases, so far as being indicated in
the record, how long after contact the interview with the continued service
worker was scheduled. Of the remaining ten cases, the first appointment
was scheduled for less than a week in four, between one and two weeks in
four cases, and between two and three weeks in two cases.
In ten of the thirty-one cases the time lapse between the last intake
interview and the date of the first appointment with the continuing worker
ranged from seven to fifty-one days, with an average time lapse of twenty-
four days. There was not sufficient information around this variable in
the remaining twenty-one cases for accurate exploration.
Caseworker's efforts and client's responses,— The caseworker's
efforts to stimulate a client to continue in treatment were use of the
telephone and letters, and in one case the caseworker made a home visit.
In two cases the recording was sunmarlzed so that the writer was unable
to distinguish the worker's efforts in contacting the clients for con¬
tinued treatment. Efforts at telephone contact ranged from one to four,
and the number of letters to a particular client ranged from one to three.
These methods of communication were used in varying combinations for
different clients. The telephone was used in all but three of the thirty-
one cases, and letters used in twelve cases. In nine of these cases,
letters were used in addition to telephone calls. It may be of significance
that there was no response to the lettersj however, the responses to the
telephone efforts were varied and might be classified as (l) client no
3U
longer wanted service, (2) client not interested at present, but may call
later, (3) situation taproved, (U) failed appointments and no further
contact, (5) client’s constant cancellations of appointments with no
further contact, and (6) no responses to any of the worker's efforts* The
only significant number of responses was in the instance of no response
which numbered eleven out of the thirty-one cases. The remaining cases
were nearly equally distributed in n\iinber of responses.
In only three cases did the client express a diffictalty in meeting
the time of appointments. The reasons had to do with distance, employment
hours, and transportation.
There were known changes in the situation, that happened after intake,
in eight cases. In one case the person for whom the client was seeking
help died. Another client was admitted to a psychiatric hospital on a
suicidal threat. In three cases there were marital reconciliations, and
there were two cases of marital separations, one with a pending divorce.
Time lapse: closing of case,— The time lapse between the last efforts
of the assigned worker and the closing of the case, where indicated,
ranged from less than one month (five cases) to six months or over (two
cases). The time lapse was unknown in five cases, one month in six cases,
two months in five cases, three months in four cases, four months in two
cases, five months in two cases for a total of twenty-four cases.
Agency's evaluation of why case did not develop,— The agency's
evaluation of why the case did not develop was stated in only seven cases.
In one case it was felt that the client could better handle the situation
because of a change in the situation. In another case, which was a re¬
opened case, it was felt that it was the client's pattern to withdraw after
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making the first efforts of seeking help. In one case the client fbnnd
the plan for which she sou^t help, another two cases could not be located
because of a change in address. In two cases the clients decided to try
working things out for themselves; another case felt it was too late to
save the marriage, and in three cases the situation, as reported by the
clients, improved. The agency felt in one case that the clients, after
discontinuing in treatment, had little motivation, but in analyzing the
record it was noticed that the clients had waited two months for contact
from the continued service worker. Finally, the referral person in the
case wrote the agency asking idiat had happened, "When the client was con¬
tacted it was decided to wait a tdiile longer because of a legal holiday.
When the client was contacted again it was three months since being seen.
At that time the client was somewhat vague about an appointment. Finally
a letter was sent to refer the clients to another agency as they lived 110
miles away from the agency (Fanily Service of Cincinnati), However, let
it be noticed that this one was the only case such as this.
Summary,— It was found in -the second part of this chapter that the
time lapse between the last intake interview and the assigned worker's
first efforts at contacting the client ranged from two days to two months.
The majority of cases ranged frtm \mder one week to three weeks, the
n\miber being nearly equally distributed in this range. In ten of the
thirty-one cases the time lapse between the last intake interview and the
date of the first appointment with the continuing worker the time lapse
averaged twenty-four days. The caseworker used the means of the telephone
and/or letter in the majority of cases, to contact the client. There were
varied client responses to the telephone contacts, but no responses to the
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letters. There was variations in the time lapse between the last efforts
of the worker and the closing of the case, ranging from less than one
month to six or more months. In only eleven of the thirty-one cases was
there an evaluation of why a case did not develop, the reasons being quite
varied.
Chapters III and IV have disctissed the findings of this study. In
Chapter V, the conclusions of the study are related to the basic questions
and assuiqjtions motivating the study.
CHAPTER V
SUMMARY AND CONCLUSIONS
The problem of Tdiy clients fail to continue in treatment beyond
intake when treatment was planned is of concern to the entire field of
social work.
This study was \indertaken because of its interest to the writer, and
because it is hoped that the findings will be helpful in bringing to
focus some of the factors involved, so that steps may be taken toward
solution of the problem.
The purpose of this study was to detennine what factors are involved
when an apparently well-motivated client discontinues in treatment after
the intake process is con^pleted. The clients (thirty-one cases) compidslng
the study were applicants who failed to return to the agency after the
intake process even though continued treatment was planned. The ckta for
the factors contributing to the non-return of the clients were gathered
by the method of intensive study in case analysis with use of a sched\ile
to bring out those factors involved in each case.
It was originally assumed that there was not one but a variety of
factors contributing to individuals not returning to the agency following
the intake interview despite the plan for continued treatment. It was
further assumed that an examination of the case records of those persons
idio failed to continue in treatment beyond Intake despite the plan would
tend to substantiate this bdlef.
In the total of thirty-one cases used in this study there were forty-
seven clients as the result of the two partners of a marriage being seen
in six cases. There were more female clients than male, and the age range
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of the majority of clieirt-s was twenty to thirty-nine years. Almost two-
thirds of the clients were classified as married couples. In over half
of the eases of married clients both partners were seen in intake. The
majority of clients were self-referred, eleven of whom felt hopeful about
finding a solution to their problems. The r«nainder of clients had
attitudes from sonbivalence to resistance. Clients in half of the cases
came to the agency as the result of a direct referral (nine) or the sug¬
gestion of another person (seven).
The worker's inqjressions as to the client's manners of relating were
found to be classified in twelve categories. The greatest nvimber of clients
related according to the following categoriest they were intelligent^ .
belligerent, provocative, ambivalent, or neirvous and emotional.
According to the worker's diagnostic inpresslons, clients were
described by such terns as dependent, having problems around sexual
identity, masochistic, anxious, adequate, passive, or having hysterical
trends, et cetera, in the order of greatest frequency first.
Only six of the thirty-one cases were re-openedj the others were new
to the agency. Of the re-opened cases in only one was there continued
treatment at previous application. In eleven cases the worker did not
indicate in the recording that the clients took any steps toward solution
of their problems prior to application. The clients in the other cases
either confided in professional persons, or made use of police and courts,
of marital separations, or of physical p\mishments of children.
The clients retained the same focus of problems throughout intake
except in only seven of the thirty-one cases. The types of problems as
presented by the clients were classified into ei^t different categories.
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the greatest number being marital problems. The clients presented a total
of fifty-fotir different problems, the greatest nvmiber, again, being marital*
The reason for the frequency of fifty-four problems was that many persons
listed more than one area of difficulty. Out of twenty cases in which the
record indicated the duration of the problems as related by clients, there
was variation from nine days to thirteen years. The clients in one-third
of these cases related that their problems existed between one month and
one year.
An interrelatedness of problems was noticed in the problems considered
by the caseworker. Of the twenty cases in which there was marital difficulty
there were also problems with either parent-child relationships or inter
or intra-personal relationships, or a combination of all three.
In the nine referred cases the problem as related by the client was
the same as that revealed by the referral source except in only two cases
in which the referral source made note of a personality problem not brought
out by the dLiait,
In relation to the subject of continued treatment the client’s
responses were mostly positive. In only ei^t cases were the clients
somewhat ani>ivalent.
The clients in fifteen cases were seen in less than a week following
application. There were in-person interviews in all of the cases, and the
clients in over half of the cases had only one intake interview. There
were sixteen telephone interviews,occuring in only seven cases,
A fee was charged the clients in sixteen cases. Of the remaining
thirteen cases, there were ei^t in wtiich the reason for no establishment
of a fee was financial} the client being unable to pay. In only one case
was it Indicated that a client was resistant to a fee.
Following the intake process, if continued treatment is planned, a
case is assigned to a continued service worker. The worker then tries to
contact the client for appointment. It was found in this study that the
time lapse between the last intake Interview and the assigned worker's
first efforts at contacting the client ranged from less than a week to
two months. The majority of cases ranged from under one week to three
weeks, the number being nearly equally distributed in this range. In ten
of the thirty-one cases the time lapse between the last intake interview
and the date of first appointment with the continuing worker ranged from
seven to fifty-one days, with an average of twenty-foixr days. There was
not sufficient information arotind this variable in the remaining twenty-
one cases for accurate exploration. The caseworker used the means of the
telephone and/or letters in the majority of cases to contact the c lient.
There were varied client responses to the telephone, but no responses to
the letters. There was variation in the time lapse between the last
efforts of the worker and the closing of the case, ranging from less than
one month to six or more months.
Only in three cases did the client express a difficulty in meeting
the time of appointments. The reasons were distance, employment hours,
and transportation.
Changes in situations after intake were reported by the clients in
only ei^t cases. In only eleven of the thirty-one cases was there an
evaluation of why a case did not develop, the reasons being q\iite varied.
According to this study, there seemingly is no typical client who.
la
despite the plan, discontinues in treatment following intake. The findings
are quite varied, and it is this writer's feeling that one cannot accurately
view the findings of this study without the aid of a control group. For
such a study as this, when trying to find a reason, this writer feels that
one can best find the reason by asking the client. Interviews would serve
this purpose to a far greater degree than case records, especially those
which were recorded with no knowledge, on the worker's part, that the
records woiid be used for research. There were instances of s\unmarized
recording from -vdiich the writer was unable to determine what had been done.
Also there were instances in which one or more of the factors studied were
not included, A study of this kind, using data from case records, woiad,
this writer feels, be more effective if the researcher were able to give
a schedule to the intake worker, and the continued service workers,
telling them what kind of information is necessary for the study so that
this information will be clearly stated in the record.
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3* Source of Application:
a. Self
b. Relative (specify)
c. Professional person (specify)
d. Social Agency (speciJ^)
e. Other
Status of Case at Time of Application:
a. New
____ b. Reopened ____
If re-opened, problem at time of previous appj-ication
• Was there continued treatment at





d. Clinic or Hospital
e. Other (specify)
__________________________________
6, Statement of Problem by Refeiral Source:
Does not apply:
7. Statement of Problem by Client:8,Problem(s) considered by Caseworker:9.Time Length of the Existence of the Problem as indicated by Client:
10, What steps were taken by Client to Relieve Problem before coming to
Family Service?
11, Precipitating Event Leading to Application or Referral:
12, Time Lapse Between implication and First Intake Interview:
U6
13* Nuirber of Contacts during Intake Process:
a. Telephone: Client _____ Collateral _____
b. In-person: Client Collateral
lii. Did the focus remain the same thi*oughout the Intake Process? Yes
No » If no, to >diat did it shift?
15. Did the client atteii5)t to outline the Conditions of Treatment?
Yes No • If yes. How?
16, Was an Agency fee established? Yes No , If yes. Amount __
If no. Reason
17* Client’s attitude toward his problem as indicated by worker, if
stated:
l8* Worker's impression as to Client's way of Relating:
19. What was Worker's activity in intake as indicated in record?a.Eiqjloration of Client's wishes Yes
_____ No Ifeknown
b* Exploration of Client's motivation Yes No Unknown
c. Exploration of Client's awareness of his own role in problem
Yes
_____ No ____ Unknown _____
d. Explanation of Agency's role Yes
_____ No _____ Unknown _____
e. Consideration of Client's ambivalence Yes No Unknown
. f. Consideration of Client's right to self-determination
Yes
____ No ____ Uiknown _____
g. Involvement in Client's feelings Yes No
______ Unknown
h* Other
20. How was the plan for Continued Service proposed?
What was the Client's Response?
21. What was the intake worker's Diagnostic In5>ression?
22. Time lapse between last Intake intervi.ew and the assigned worker's
first efforts of contact: The first appointment was
scheduled for how long after contact?
23. What were the caseworker's efforts to get client in?
a. Telephone: Yes
____ No ______ How many? ___^
b. Letter: Yes
_____ No How many? _______
c. Home visits: Yes
_____ No ______ How many?
21:. Client's response to these efforts:
25. Was there any difficulty in meeting the time of appointment? Yes
NO
_______ Unknown , If yes. Reason '
U7
26, Is there a change in the situation that the intake worker does not
know about? Yes No Unknown , If yes,
what is it?
27• In situations involving more than one, are both parties seen?
Yes No > If no. Why not?
Was the applicant seen first? « Was the focus
the same for all persons involved? ies tfo « If no, >4iat
was the difference?
Does not apply
28, Time lapse between last efforts of assigned worker and the closing
of the case, if indlcateds
29* Agency's evaluation of why case did not develop, if stated*
30, Any additional information which may be pertinent to the case:
